D { CITY OF AUSTINlt The Success Metric Document identifies key performance

men measures and target goals for the Development Services
Department. These metrics gauge the performance of review

) SERVICESFDEPARTMENT times, wait times, employee investment, and technology to

Building A Better Austin Together assess business processes and organizational efficiencies.
Key Success Metrics January 2017
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Time a customer waits for consultation with appropriate staff (excludes customers who entered the queue remotely).

Site and Subdivision

Application Intake Meeting Calls Answered by Representative
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Goal: 2 Days Goal: 75%

Percent incoming calls to main operator line answered by
Approximate delay, in days, for appointment with intake staff. Customer Service Representatives, not voicemail.
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Austin Transportation
Austin Water Utility
Comm & Tech Dept
Parks & Rec Dept
Austin Fire Dept
Austin Energy

Austin Fire

Percent of plan reviews that are completed on time in DSD, as well as other departments involved in the review process.
Data only reflects those departments currently tracked in AMANDA.
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M Did Not Meet Goal Partner Departments

Data Source: AMANDA, AVAYA, QLESS




De\élamﬁtg'r“‘t ADDENDUM

SERVICESBDEPARTMENT
Building A Better Austin Together

A customer satisfaction survey was administered to 5,000 customers PLAN REVIEW
on behalf of the City of Austin’s Development Services Department
with 23% of those customers responding.The following are highlights
from the survey. For a copy of the full data results, please visit
DevelopmentATX.com. Results listed here are the combination of
“neutral, satisfied and very satisfied” responses. These results have

a 95% level of confidence with a precision of at least +/- 2.9%.

2017

<< Poll Results >>
Goal

QUALITY REVIEWS
Codes and policies are applied by staff in a fair

and practical manner 90% | 57% | 56% | 70% | 48%  35% |68% | 74% |72% | 69%  69%
e Soaiamiy, and provides options 90% | 50% |47% |63% | 39% | 27% | 65% | 72% | 68%  52% 67%
Process not delayed over minor issues 90% | 39% 36% |51% | 29% | 20% [ 57% | 67% |63% | 39% | 56%
';i‘l‘ggm”;/g‘]m?}g‘c}s applied are 90% | 59% |53% | 67% | 44% | 32% | 70% | 77% 67% | 58% | 61%
Inspectors rarely find errors in the field that should 90% . _ _ - —~ | 69% | 73% 75% | 49% | 68%

have been caught during the review process
COORDINATED REVIEWS w/12 DEPARTMENTS

Customer understands the department processes

Customer understands the department structure
and role of external review departments

CUSTOMER SERVICE

The staff provide excellent customer service 95% [ 62% | 57% |68% | 49% | 38% | 7T1% | 78% |71% | T1% | 75%
Services are completed by the date promised 90% | 48% |37% |55% | 39% | 29% [ 79% | 80% | 71% | 67% | 78%
Staff is easily accessible 90% | 44% 45% [62% | 42% | 31% | 63% | 71% |66% | 64% | 73%

INSPECTIONS

2016 Annual Poll Highlights

Survey Dates: October 25 - November 4, 2016

SERVICE CENTER & DEVELOPMENT ASSISTANCE CENTER O

Customer treated fairly by staff -- -- - -- -- - - - -- - - -
Technical Competence of staff - - - - - - - - - - - -
Time the process takes to complete - - - - - - - - - - - -
How easy the process is to complete - - - - - - - - - - - -

Staff is responsive to customer needs -- -- - - - - - - - - - -

Staff anticipates obstacles and provides options
when available

Standards are applied consistently by staff - - S S e N - -] - - -
How easy it is to contact staff - - - - - - - - — - - -

Projects not delayed over minor issues -- -- -- -- -- -- -- - - - - -
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The following section shows the results of an internally conducted survey of the Development Services Department employees.
The employee retention rate data was provided by the Human Resources Division.

2015 2016
INVESTMENT IN EMPLOYEES Results Goal
There is a strong emphasis on training - 95% | -- - - - - - - - - -
The training provided is effective - 95% | - - -] -] - - - | - - -
Employee retention rate, excluding retirements 9% AR _ B B _ _ _ _ _ B

or internal promotions with the City of Austin
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